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Wisconsin State Government

e Executive Branch
* Legislative Branch
e Judicial Branch



DOA Vision/Mission

DOA Vision — Be the most effective, secure, innovative, and transparent agency for
our customers.

DOA Mission — DOA delivers effective and efficient services at the best value to
government agencies and the public.

DOA’s Strategic Goals —

Increase the effectiveness and efficiency of operations
Innovate state government

Improve customer relations

Develop our workforce

Ensure safety and security of operations

Promote open and transparent government

S



DET Focus

e Vision — Work to be the Service Provider of Choice.

* Mission — Deliver IT resources that optimize citizen interactions with
State Government.



DET Senior Leadership

e David Cagigal — State CIO, DET Division Administrator
 Herb Thompson — Deputy CIO

* Laura Radtke- DAIT

 Kelli Kaalele- DET Policy Office

* Greg Beach- Innovation

* Joe Patterson- Print and Publishing

e Kathy Skiera — Applications

* Bill Nash- Security Operations

* Trina Zanow- Infrastructure Support/Data Center

* David J Meyer- Office Project Management/Desktop
Support

 James Sylla- Business/Financial Support
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Ky Voysey- CIO

Executive Assistant
Pamela Benisch — DET
Front desk/receptionist



Do we have...
ESP?

Leadership/Process
* Engagement
* Prioritization

l Plan

Section Chief
Engagement

Enterprise
Service
Partnership & %
S
SL Vision é@ % N o
*  Partnership © @3 mpgvee ct'lon.
*  Service Delivery ) ommu;ncanon
*  Optimize S Sense of Urgency
* Rates
*  Mission/Vision i Empl
& Customer Service ACVEE :\F;faen
4@@ Enterprise
@é@ Partnership
2015 IT Leadership Survey 2.4 c ot /]\ C ct 2017 IT Leadership Survey: 2.7
onne onne

2015 DOA Users: 3.0

2017 DOA Users: 3.1

INSPIRE Communication



2016 Optimization Survey Summary Action Plan

“Thinking as a Part of the Enterprise, Acting with Urgency to Customer Needs”

12 Agencies Participated
296 Opened the Survey /119 Participants Completed the Survey

Common Theme Action Plan Category

DET Staffing: A consistent theme is the perception that DET takes on too much and lacks adequate | ¢ Communication

staff to address service requests in a timely manner . Process

DET needs to improve transparency in service request resolution and project updates q Communication

DET general follow-up communication with agencies is inconsistent *  Communication
© Process

DET is often perceived as the barrier to providing agency timely resolutions to service requests * Communication
0 Process

Expectations of service cost reductions in an IT Enterprise environment are not being met o Communication
© Process

. Technical Platform/Design

Technical solutions vs. business needs discussions create challenging platforms for collaborative ¢ Technical Platform/Design
solutions and create a perception DET is concerned more about the IT enterprise than customer
business needs

Agency IT staff understanding of consolidation/optimization vision is inconsistent or not present o Communication
Individual agency service experience is often varied based on individual DET staff providing the . Process

service

Requests to provide agencies greater involvement in decision making . Process
Requests for DET to provide greater planning and process in communications 0 Communication

U Process




Customers



DET Customer Service

INSPIRE Customer Experience

The Team/Customer Model

We create a positive customer
experience when....

We listen to customers and clearly understand
their needs.

We are dependable and always respond with
a sense of urgency.

Our platform for success with customers and
co-workers is built on mutual trust.

Involvement

We communicate to customers
and co-workers with infegrity
and honesty

Excellence

We understand the value
proposition fo our customer
and each other

We don't use blame, we
learn from mistakes and
act with resolve

Notice

We listen first, seek

to understand

We are empathetic, and
engage in pro-active
communication

Results

We invest time with
things that matter to
our customers

We use metrics to
measure our
performance

Standards

We are dependable,
always responding with
a sense of urgency

| Can %

We always show we care
by having an | Can

aftitude towards co-workers
and customers

Philosophy
We always share the rationale
for our policies and standards

DIVISION OF
ENTERPRISE
TECHNOLOGY

Wicooncin Department of Adminictration
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In a study of 703,041 respondents, Inspires and Motivates is
rated as Most Important

Manager Peer Direct Self Other Total
Report

Displays High Integrity and Honesty 17240 80837 97856 18931 48821 263685
Solves Problems and Analyzes Issues 20833 89035 82426 17707 5035 260346
Drives for Results 27753 87788 68443 21052 44863 249889
Communicates Powerfully and Prolifically 18601 82412 81293 17381 4737 247064
Collaboration and Teamwork 20786 86092 70725 15777 45900 239280
Builds Relationships 17120 74064 65420 15414 38824 211942
Technical or Professional Expertise 17035 73031 53446 12170 37202 192884
Develops Strategic Perspective 13469 59000 54022 13641 32752 172884
Develops Others 12529 39334 58898 10920 21021 142702
Takes Initiative 12831 47748 35906 7873 25733 130091
Champions Change 10103 38658 33502 8149 21031 111443
Innovates 8984 39193 32167 7675 20212 108231
Connects the Group to the Outside World 5740 30325 31827 4552 16932 89376

Establishes Stretch Goals 7429 23109 22573 4342 11570 69023

Practices Self-Development 4829 16931 19720 3462 7885 52831

The Inspiring Leader
Workshop ™

© 2012 Zenger
Folkman



Mean Scores for the

16

Differentiating Competencies

Inspires and Motivates Others

Practices Self-Development
Collaboration and Teamwork
Communicates Powerfully and Prolifically
Develops Others

Builds Relationships

Innovates

Develops Strategic Perspective
Establishes Stretch Goals

Champions Change

Connects the Group to the Outside World
Solves Problems and Analyzes Issues
Drives for Results

Technical or Professional Expertise

Takes Initiative

Displays High Integrity and Honesty

W 51.941 LEADERS

w
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The Inspiring Leader
Workshop ™

© 2012 Zenger
Folkman
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9 Opportunities for Managers to Engage

Emotional Consistent
Connection Communication

Staff
Development

Setting
Stretch Collaboration
Goals

Taking

Clear Vision L
Initiative

Change
Champion




Include DET Engagement Wheel

“Coaching” a Positive Experience

The Team/Customer Model

We create a positive customer experience
when we engage and....

Communicate

We invest time to learn our team’s specific levels,
and mediums of desired communication,

and seek opportunity fo build trust.

Listen

We invest time to
understand individual
and feam needs.

Appreciation
How we treat each other
is an essential first step of
creating a great
work culture.

= Team/ =
2 Customer ¢

Growth

We take interest

in our staff’s career
and life aspirations.

Standards
We consistently
share our section’s
purpose/role.

Vision/Direction
We are approachable;
we provide a consistent
vision for success.

Delegation
We strive fo develop staff
skills through delegation.

DET Senior Leadership employee
engagement vision:

1. We positively engage with employees as it is an
essential component of successfully executing
DET’s mission and vision.

2. We consciously seek to create an inclusive work
climate built on integrity, honesty, and trust.

3. We take time to get to know employees and what
positively impacts their performance.

4. We value and promote a sense of urgency,
and purpose in our actions.

DIVISION OF
ENTERPRISE
TECHNOLOGY

Wicoonsin Department of Admisigération



8 Opportunities for Staff to Act

Display Build Listening
Enthusiasm Skills

Understand _
Others Know Technical

Process

Change
Champion

Build Collaboration

Know
Organizational
Process

Provides
Transparency




DET’s Approach to Customer Service

Building on the DET brand as a

consistent, reliable, and dependable
service provider

We succeed in executing our
vision and mission when....

Take time to listen, and clearly understand
the ideas, positions, and needs of DET staff
and customers

With respect and transparency, we consistently
share the enterprise vision with DET staff
and customers

Create a platform for success built on
mutual trust, honesty, and integrity

Communicate
2 all-staff Town Hall
meefings per year
DET staff C5
workshops

Specific
team/individual
fraining

Metrics

Annual survey

for customers/staff
o measure progress

DET Vision & Mission
Ensure all DET staff can
knowledgeably communicate
our mission,/vision

INSPIRE

Communication

Atool fo share vision
and creafe process for
customer/employee

? engagement

th Work fo be DET Senior
e service provider = -
of choice . Leadership
Vision for CS
DET 5L shares vision

and expectations for
custfomer service

DET Leadership Role

Using SL vision, leadership
creates process/metrics to
deliver C5 vision

DIVISION OF
ENTERPRISE
TECHHOLOGY

Wicconcin Depariment of Adminlciration

Engagement
DET organically
created a plan fo
engage staff in our
CS vision

May 25, 2016
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DET Customer Service

INSPIRE Customer Experience

The Team/Customer Model

We create a positive customer
experience when....

We listen to customers and clearly understand
their needs.

We are dependable and always respond with
a sense of urgency.

Our platform for success with customers and
co-workers is built on mutual trust.

Involvement

We communicate to customers
and co-workers with infegrity
and honesty

Excellence

We understand the value
proposition fo our customer
and each other

We don't use blame, we
learn from mistakes and
act with resolve

Notice

We listen first, seek

to understand

We are empathetic, and
engage in pro-active
communication

Results

We invest time with
things that matter to
our customers

We use metrics to
measure our
performance

Standards

We are dependable,
always responding with
a sense of urgency

| Can %

We always show we care
by having an | Can

aftitude towards co-workers
and customers

Philosophy
We always share the rationale
for our policies and standards

DIVISION OF
ENTERPRISE
TECHNOLOGY

Wicooncin Department of Adminictration



Our top priorities for 2017/2018

1.
2.

O IS

Cybersecurity

VolP/Unified
Communications

Office 365

Digital Strategy
BadgerNet

Genesys

Domain Consolidation
Document Management
Optimization
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a. DET is a valued
partner.

b. | would refer
DET services to

c. DET value
received
compared to

d. DET delivers
technical
solutions and

Question [/ Year

e. DET is staffed
at appropriate
levels to execute

f.DET's
organizational
structure adapts

g. DET ensures
high standards of
quality in its

h. DET delivers
effective project
management and

others. service costs me.. servicesthat me.. its mission. well to change. | service delivery. execution.
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<. DET collaboration
with my agency on

Question [ Year

d.DET

e DET collaboration

f.DET

a.DET

communicatien of

a. Overall b. Ease of doing echnology needs to communication with my agency communication vision. goals
performance of DET. | business with DET. support mg: business about available about potential about service strateéigs an.d
services. service offerings. disruptions. ’
and customers. roadmap
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Counties & Cities Offering (ISP, Hosting & ERP)

— I
Shared Services (Single Point of Accountability)

— —

— I

Enterprise Resource Planning (STAR)
S—— —

BCN Reduce Rate for Broadband Services (Wiring the State)

— —
= =
Cyber Security Program

—

- -
Disaster Recovery

J—— -y

= o =

Consolidated Data Centers

DELIVER A POSITIVE CUSTOMER

EXPERIENCE



Working as Partners with Agency Customers

“Thinking as a part of the enterprise, acting with urgency to customer needs”

1. Partnership
2. Optimization Team seeioesand .
Delivery Teamwork

3. Service Delivery

Rates

4. Rates



way

ividual actions of value”



Thanks for
taking time

to attend!




